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Executive Summary

The sole purpose of the report is to understand the general banking activities and practices performed by Agrani Bank Ltd, Ramna Corpo. Branch. Through conventional banking facilities and customer oriented schemes, ABL has achieved the trust of the customers and has captured the economic market and became one of the leading banks in Bangladesh.
At the initial stage of this report, I have provided with a background which narrates the overall content of the report. Following that, I have briefly narrated the overview of Agrani Bank Limited. Here in this part, I have tried to cover the historical background, branches number, vision, mission etc. of this bank. Following that the project part comes into account. Here the general banking activities of Agrani bank is described maintaining elaborate discussion for every section of general banking. Apart from that, I have briefly related the terms and guidelines of almost every scheme of general banking provided by ABL, Ramna Corpo. Branch authority.ABL Principal Branch has three key departments. These are general banking department, credit department, and foreign exchange department. These three departments provide all kind of services to the customers.
General banking department provides service to the customers by doing the fundamental tasks of the bank. In general banking department, there are five sections which include- account opening, cash, remittance, clearing, accounts. These elementary departments include tasks- account opening, providing master credit card, internet banking, offering different types of schemes to the customers, different types of bills and fees collection etc. The Credit department has also three sections- general loan, industrial loan, and loan recovery. Farther more, the foreign exchange department also plays an emergent role by providing service to the customers. This department includes three sections - export, import and foreign remittance section. Keeping in mind that excellence in customer service helps an organization build a respectable position in the market and retain more people as faithful customers. Thus to keep the customers satisfied, ABL provides a variety of services to them through these departments.
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[bookmark: _Toc516141224]Chapter-1
[bookmark: _Toc516141225]Introduction

All over the world, the dimension of the banking system is changing fast due to Globalization, technological innovation, and deregulation. Banking in Bangladesh has to work thoroughly as well as effectively to keep up with the rapid globalization. Banks nowadays must be competitive in the marketplace both with local institutions as well as foreign ones. Surviving and thriving in such a competitive banking world, two vital developments are necessary. One is the development of “professionalism” in the sense of developing an appropriate manpower structure and its expertise and experience and the other even more important is the development of an appropriate financial infrastructure by the central bank and. Introducing a skilled banker is not sufficient with only theoretical knowledge in the field of banking efficiency. An academic course of the study has a great value when its practical application in the real life situation is known to the academic knowledgeable person. So, we need to know a proper application of our knowledge to get benefit from the theoretical study.

[bookmark: _Toc516141226]1.1 Origin of the Study
As a core element, the internship is a requirement at the end of the completion of all the credit courses for a Bachelor of Business Administration. The purpose is to be familiar with the real world situation while gaining practical experience in a business firm. For the internship program, each student is required to be attached to an organization. My internship placement was at Agrani Bank Ltd, Romna Corpo. Branch. Commercial bank, especially Govt. bank is one of the vital business sectors in Bangladesh. Agrani Bank Limited is a scheduled commercial bank in Bangladesh.

[bookmark: _Toc516141227]1.2 Scope of the Report
Romna Corporate Branch office of ABL. is used as sources for collecting information. The scope of the study is limited to the Branch level only. Though this report focuses on the General Banking activities performed in Agrani Bank Ltd. it covers different types of credit facilities which deal with deposit, cash, and remittance and it also covers different types of foreign exchange facilities provided in ABL. This has been prepared by extensive dither customer. During preparing this report, I had a great scope to have a practical knowledge about the banking activities practiced by the “Agrani Bank Ltd.” It has also helped me in gathering perspective of a leading private banking system in Bangladesh.

[bookmark: _Toc516141228]1.3 Objective of the Study
The study mainly conducted with some objectives. The primary objective of this report is to complete my internship program and explain the general banking function of a state-owned bank. The specific objectives are: 
· It starts from to knowing general banking functions such as pay order, DD, TT, account opening, authorizing, account clearing etc. and other functions of the bank. 
· Understand the competitive strength and weakness of the bank. 
· To acknowledge the benefits for the clients and the employees of the bank because the theoretical knowledge could not complete without practical knowledge. 
· Study operational efficiency of Agrani Bank limited, to know different forms of accounts and schemes that can be opened and its benefits because it is related to customer satisfaction level.
· To relate theoretical knowledge with practical working experience 
· As a student of BBA Program, every student has to work in any business organization for three months to acquire practical knowledge about the real situation.

[bookmark: _Toc516141229]1.4 Methodology
Methods followed to conduct a report or study vary according to the category of the study & to activities related to the study. Type of Data, Data Collection Process & Scope which are arranged in this methodology adopted to conduct this report, are furnished below:
Type of Data Sources
The information and data for this report have been collected from the primary as well as the secondary sources.
Primary Sources Are:
· Personal engagement in desk to desk activities.
· Face-to-face conversation with the employee assigned to various sections.
· Discussion with senior personnel of the branch.  
· Group discussion with another intern.
Secondary Sources Are:
· Annual report of ABL.
· Official website of ABL.
· Several publications and manuals of Bangladesh Bank.
· Several publications and manuals of ABL
Data Collection Process
Relevant data for this report has been collected primarily by direct investigations of different records, papers, documents, statements, operational process and from different personnel. The conversation conducted with the employee along with the senior personnel was limited to the formal and informal discussion. 

[bookmark: _Toc516141230]1.5 Limitations
As I have conducted my internship at Agrani Bank Ltd, Ramna Corpo. Branch, I have enjoyed the enriched environment and agreeable place. The officers were very co-operative but their massive workloads kept them too busy to give me enough time to get knowledge about the practical activities of the bank. It is right that every organization has some impediments. Moreover, they are bound to deal with money-related activities in a very sensitive as well as the competitive environment. Any mistake done by me may hamper their performance and goodwill in the banking sector. For these reasons, I have been deprived of having the proper practical knowledge. Short time duration and lack of practical knowledge are the main limitations of the study. Some other limitations faced during the study are given below:

The Workload of the Administration: Since the ABL officials stay very busy with their representatives, in some situations I could not converse with them sufficiently.

Fears to Disclosure: Some confidentiality of information was also an obstacle that I have faced in this study.  Since I was not a permanent employee, the management was also frightened to unveil the confidential data, various forms, and documents to me.

Lack of Experience: Doing a report on a banking sector in a practical corporate life was my first time of mine. I am not knowledgeable enough to complete the study in a practical way. My limited experience was the main obstacle of this study.
Lack of Guidance: Having a lack of personnel in the foreign exchange department of the branch it was very difficult to take adequate information from them as they were busy enough in their own work.

Limited Time: Since I have got only three months to complete this report, it was almost impossible to cover the all activities of the bank properly within this short time. Whereas a regular employee gets acquainted with the activities minimum after 6 months to 1 year of his probationary period.

Limited Data Resources: Since, some of the information related to the bank was not accessible to, it was hardly possible to obtain and summarize them properly. Though I had assistance, it was not sufficient for me because he was also bound to according to the rules of the bank. Some assumptions have been taken due to the limitation of the information. 

For the security reasons, banks officials abject the request for providing information on some intent issues. There was difficulty in understanding some functions as some of the fields of banking are still not covered by the courses. Another abridgment of this report is the bank’s policy of not exposing in some documents for the confidential reason.
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Chapter-2
[bookmark: _Toc516141232]Organizational Background

[bookmark: _Toc516141233]2.1 An Overview of Agrani Bank Ltd.
Agrani Bank Limited is a state-owned commercial bank which has 943 outlets residing in almost all the commercial areas in Bangladesh. The bank including overseas exchange houses and hundreds of overseas Correspondents, came into being as a Public Limited Company on May 17, 2007, with the aim to take over the business, assets, liabilities, rights, and obligations of the Agrani Bank. All this flourished as a nationalized commercial bank in 1972 immediately after when Bangladesh got independent as a state. Agrani Bank Limited commenced functioning as a going concern making its’ procedure through a vendors agreement which has been signed between the ministry of finance, Government of the People's Republic of Bangladesh on behalf of the former Agrani Bank and the Board of Directors of Agrani Bank Limited on November 15, 2007 with retrospective effect from 01 July, 2007.
Agrani Bank Limited’s governing body constitute a Board of Directors structuring of 10 members headed by a Chairman. Headed by the Managing Director & Chief Executive Officer; Managing Director is assisted by Deputy Managing Directors and General Managers in this bank.
[bookmark: _Toc516141234]2.2 Mission of ABL	
The mission of ABL is to operate ethically and fairly within the stringent framework set by their regulators and to assimilate ideas and lessons from best practices to improve their business policies and procedures to the benefit of their customers as well as their employees.
[bookmark: _Toc516141235]2.3 Vision of ABL
The vision is to become the best leading state-owned commercial bank of Bangladesh operating at the international level of sound management, efficiency, quality, strong liquidity along with customer service. 
[bookmark: _Toc516141236]2.4 Values
The ABL value in integrity, transparency, growth, dignity, diversity, accountability and professionalism to provide a high quality of service to all their customers and stakeholders inside and outside the country. 

[bookmark: _Toc516141237]2.5 Strategic Objectives of ABL
· Gaining competitive advantage by lowering overall cost compared to that of others banks. 
· Overtaking the competitors by proving good quality customer service. 
· Achieving technological leadership among the peer groups in the country. 
· Emphasizing in research capability for innovative products. 
· Contributing towards the economic well-being by focusing moreover on SME and agricultural sectors in the country.
· Strengthening the Bank’s brand image. 
· Winning at least 6.50 percent share of deposits and 5.50 percent share of loans and advance of Bangladesh banking industry

[bookmark: _Toc516141238]2.6 Management Hierarchy of ABL
The workforce of the Bank is being managed and operated by a group of highly educated and professional team with diversified experience in finance and banking.
[image: C:\Users\farah\Pictures\Screenshots\Screenshot (18).png]
Figure 1: Management Hierarchy of Agrani Bank Ltd.
The Management of the bank keenly focuses on understanding and anticipating customers’ needs. As the scenario of banking business is changing day by day, the bank's responsibility hence is to device strategy and new products to cope with the changing environment. Agrani Bank Ltd. has already achieved tremendous progress within only two years. The bank has already been ranked as one of the quality service providers & is vividly known for its ever-growing reputation.
[bookmark: _Toc516141239]2.7 Product and Services of Agrani Bank Limited
Agrani Bank Limited has not only gained tremendous popularity but also the bank has been successful in mobilizing deposit and loan products. The bank has made significant progress within a very short time period through its dynamic management strategy and the introduction of the assorted consumer-friendly loan and deposit products. Moreover, among the government banks, they have succeeded to maintain their reputation for high quality of their product and the variation of their services. The bank divided their product and services into some ways for easy maintaining of their product and services. This strategy helps the bank to enhance their product and service quality.  All products and services offered by the bank can be classified under the following heads:

1. General banking 
2. Business
3. SME (Small and Medium Enterprise)
4. Merchant Banking 
5. Islamic Banking 
6. Treasury 
7. Investor relation 
8. Technical & another online service 
9. Credit services

A brief discussion of these products and services are given below:

1. General banking services: General banking services involve collecting different deposits through several types of accounts.  issue and payment of demand draft, pay order, transfer of another fund this section includes cash operation, clearinghouse activities, collection and discounting of bills and checks, maintaining accounts with Bangladesh Bank and other concerned banks as well as other various activities. ABL operates its general banking services consistent with the management of deposit, account opening, cash, bills, clearinghouse, security instruments handling, locker facilities and other ancillary services of the bank beside advance and foreign trade.

2. Business: Business is a major portion of an economy of a country. Which country is more advanced in the business sector it refers that country’s economy also so strong. As a result (ABL) decided to give many opportunity and facilities to the business sector. They mainly give four kinds of services to the business sector, such as: 
i. Account and deposit 
ii. Trade Finance 
iii. Import Finance 
iv. Export Finance

3. Small Medium Enterprise (SME): Agrani Bank Limited is financing in Small and Medium Enterprises with the aim of developing a dynamic and balanced industrial sector having a strong base of SMEs all over the country. From the very inception of Industrial credit financing of the bank, SME division has sanctioned term loan in small and medium industries sector by the direction of Bangladesh bank. ABL provides SME services always to encourage the small and medium entrepreneur of the country.

Three sectors in SME financing: 
A. Service sectors: Tailoring, laundry, hospital, clinic, block and printing, tractor, power tiller, hotel, restaurant etc. 
B. Business sectors: Clothes shop, plastic and synthetic shop, medicinal shop, Grocery shop, agro-business, rods and cement, furniture, and many more which are socially acceptable and income generating business.
C. Industrial sectors: Jute industry, garments, rice mill and plastic industry, cotton industry, sawmill, feed mill, furniture industry and others which are income generating, socially acceptable and eco-friendly.

SME Products and Programs 
· Nari Agrani: Nari Agrani is a credit program especially for the women of the country.
· LDP: Loan for the Disabled Persons is designed for the disabled persons with the aim to bring them into the mainstream development activities of the country.
· DABIK: Daridra Bimochon Karmasuchi is a credit program mainly for the industrious poor people of the country.
· EGPRP: Employment Generation Project for the Rural Poor is a foreign-aided credit program with a view to reducing the unemployment rate of the country.
· SBETPCS: Solar Energy, Bio-gas and Effluent Treatment Plant Credit Scheme, a green credit scheme, encourages using the eco-friendly energy.   
· SMESTCP: SME Small Transport Credit Program is introduced for generating income, creating employment and developing the rural transport system.

4. Merchant Banking: ABL also handles merchant banking policy. In this service, they mostly focus on international finance, business loan for companies and underwriting. They also maintain issue management and portfolio management. Sometimes ABL provides suggestion and strategy to establish an international business.

5. Islamic Banking: In Bangladesh most of the people are Muslim. On the other hand, there is some baking principle which is forbidden according to the Muslim principle. For this Islamic banking is such a strategy to overcome this obstacle. Islamic control under Shariah laws. Islamic Banking Activities: 
i. Collection of Deposit. 
ii. Investment. 
iii. Fund Transfer.
iv. Foreign Remittance.

6. Treasury: The following services are given  
A. Treasury bill: Treasury bill is the short term security instrument having maturity within one year by which the government borrows from the banking system as a part of the budgetary requirement. Presently there are three types of T. Bill in the market in respect of maturity period. They are of 91 days, 182 days and 364 days tenor.
B. Treasury bond: Treasury bond is a long-term security instrument by which the government borrows from the Banking system for the long term as a part of the budgetary requirement. Currently, there are four types of Treasury bond in the market in respect of the maturing period. They are of 5 years, 10 years, 15 years and 20 years tenor.
C. Repo: Repo means Repurchase Agreement from the sellers' point of view. When a bank or financial institution having government approved securities in excess after maintaining statutory requirements, falls short of liquidity then it sells its excess securities after maintaining SLR under a repurchase agreement. In this connection, the bank which sells a security under Repo should pay interest at an agreed rate. In the case of Bangladesh Bank Repo, the rate is now 5.50%.

7. Investor relation:  ABL knows it well that the growth of banking fully depends on its client. So it is crying need to keep a good relationship with their investors. For this cause, they reserve all information with transparency and ABL always provide their clients with account details, balance sheet, the position of the bank, liquidity statement etc.
8. Technical and other services:
A. ATM: An ATM card is any payment card issued by a financial institution and the card enables a customer to perform transactions such as deposits, cash withdrawals, money transfer, obtaining account information and so on through ATM booth.   

B. Locker Service: For safety and security of customers' valuables, for e.g, important documents, goods like jewelry and gold ornaments, Agrani Bank’s locker service is available in most of its branches.

C. Agency Service: A few of such services Agrani Bank Limited provides are given below:
· Collection of bills and utilities. 
· Sale/encashment of Saving Certificates 
· Sale/Purchase of Prize bonds 
· Payment of Army/civil pension money. 
· Payment of non-government primary /secondary school/college /madrasah teachers benefit (government portion)
· Reimbursement of Government primary school teacher’s salary 
· Disbursement of Honorarium to freedom fighters. 
· Disbursement of stipend for female students of secondary and higher secondary institutions
· Maintaining BADC disbursement accounts.
· Payment of Govt. allowances to Dustho Mohila, Bayaska and Bidhava. 
· Disbursement of stipend to primary students 
· Disbursement of stipend to Shishu Kallyan Trust in urban areas.

9. Credit services: Agrani Bank Ltd. provides several types of loans and advances services to different sectors. Agrani Bank has extended credit in the agriculture sector, trade and commerce, industry and other sectors. ABL has decided to provide loans and advances to the following industrial sectors as priority sector at a concession interest rate that is going on: 
· An agro-based industry (e.g. processing and preservation of local fruits)
· Computer software and information technology. 
· Electronic goods.
· Artificial flower production, frozen foods. 
· Non-traditional exportable agriculture products. 
· Exportable leather products.
· Presentation items. 
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[bookmark: _Toc516141241]General Banking Section of ABL

Bank, as a financial institution is a monetary establishment which works as a negotiator or mediator between two parties: borrower and lender. This negotiation or mediation is done by taking money from various forms of lenders and lending the reserved money to other several forms of potential investors. Like other organization, a bank needs a proper operational function to maintain it as well as to provide better customer service. Though the bank is operated by the amalgamated function of several departments or sections, General banking section is the main concern in this chapter.

[bookmark: _Toc516141242]3.1 General Banking
General banking section is the main part of banking activities as well as it is the strategic starting point for all the banking operations. It is the department, where all around services are provided to the customers. It is the repository point where customers can store all kinds of purpose in transactions at any working hour and the bank is bound to provide their services to the customers. GB section provides front-side banking services. Most of the customers of the bank directly depend on this department because it provides all the services that a customer needs in day to day basis transactions. The main responsibility of taking care of all of its customers is bestowed upon this front service section because this section can communicate with its customer directly and frequently.
Every day this section is engaged in receiving deposits from the customers and meets their demand for cash by honoring the cheque. The section is engaged in opening accounts, issuing bank drafts and pay orders remit funds etc. Since the department is confined to provide the services every day, general banking is also called “retail banking”.

[bookmark: _Toc516141243]3.1.1 Function of This General Banking Department
In Agrani Bank Ltd., there are five sections such as account opening, cash section, clearing section, remittance section, account section within the General banking department. These five sections cover up all the task within this department 

· Receipts and installment from claiming the money.
· Taking care of exchange transactions.
· Conducting of clearing house.
· Support for accounts for Bangladesh bank and other banks.
· Accumulation of Checks and Bills.

[bookmark: _Toc516141244]3.2 Sections in General Banking
Banking is the summation of financial services like a collection of deposit from people, collect cheques, grant loans, safeguard money for its customers etc. In ABL the following departments are under general banking: 
1. Account opening section
2. Cash section
3. Remittance section
4. Clearing section
5. Accounts section

[bookmark: _Toc516141245]3.2.1 Account Opening Section
Bing a commercial bank, Agrani Bank Ltd. needs support for running its operation and speculation and the bank makes the reserve from various sources, for example, capital, credit from Bangladesh Bank, and advance from the business bank and store gathering from various sorts of individuals and gathering of individuals. Among them, most of the fund of a bank mobilized for investment comes from opening accounts. Opening an accounting in the bank is the first step in establishing the bank-customer relationship. Moreover, for opening an account, selection of customer is very crucial for a bank. By the opening of an account, the Bank and its customer get bound to a contractual relationship as well as the bank can provide its facilities available for customers to the customer according to the relationship. In addition, the success or failure of a bank also largely depends on their customers. For all these reason account opening section plays an important role for banks. A customer can choose different types of accounts following predetermined requirement through this department, such as:
A. Current accounts 
B. Savings account 
C. Time Deposit 
D. Special Notice Time Deposit
E. Fixed deposit account

A. Current Account: A current account is a running and active account. One can involve in transactions as many times as needed during the banking hour. There is no restriction on deposits and withdrawals of the amount from a current account. This is a non-interest bearing account i.e. no interest is given on the deposit amount but bank imposes a nominal amount as bank charge on the current account.

B. Saving Account: Customers with fixed income usually prefer savings account. These account holders get an opportunity in saving a portion of their fixed income. Moreover, they are entitled to get interested that can be used to meet any future contingencies. Following the requirements, any citizen can open the savings account in Agrani Bank Ltd. This is an interest-bearing account and the account holders get a destined interest against the deposited balance. The interest rate is higher than short-term deposits but lower than fixed deposits account. The interest may be paid monthly or annual or other time intervals. ABL imposes certain limitations on the numbers of withdrawals and the amount of deposited money for withdrawals from a savings account. An advance notice before seven days is needed to withdraw money in case of more than twice in a week or withdrawals more than 25% of the deposited amount, otherwise, the account holder will not be entitled to get any interest of that particular month. 

C. Time Deposit: The deposits held by the bank or financial institution for the fixed period of time along with other deposits and can be withdrawn by notice only are known as the time deposit. From the above definition, we get two characteristics of the time deposit.
i. Deposits are held by a bank or other financial institution for a fixed period of time
ii. Deposits are withdrawn by notice only.

D. Special Notice Time Deposit: Generally, different types of organizations, institutions such as government, autonomous, semiautonomous organizations maintain this type of account. An advance notice is required before 7 days of withdrawal. Withdrawal amount mentioned on the notice will be excluded from interest consideration. 
E. Fixed Deposits: When, in the bank, customers open an account depositing money for a fixed period of time is called the fixed deposit. Money is deposited once in an account. Generally, a big amount of money compared to the other accounts is deposited by this account. The time period of withdrawal varies from 6 months to 60 months. Advance withdrawal can be granted in the fixed deposit before the maturity date. In this case, the customer will be entitled to the previous ceiling interest. However, to become eligible for interest the amount has to be kept deposited minimum for 3 months. The interest rates of fixed deposits vary according to the time period of the maturity, the longer the time period the higher the interest rate.

General Procedure of Opening Bank Account
Recently, a unique format of form for opening an account in the bank has been designed declared, and enforced by Bangladesh Bank. This format of form holds the important information in a same manner and process for the different kinds of accounts. Though the procedure for opening a bank account varies according to the type of accounts, a unique procedure that is used at the most of time in opening an account is given below:-



Figure 2: Account opening procedure in the flowchart.

1. To open an account, at first, the prospective account holder will apply for opening an account by filling up the account opening form. Account opening form consists of the type of account, name of the applicant(s), present address, permanent address, passport number (if any), date of birth, nationality, occupation, nominee(s), special instruction (if any), initial deposit, specimen signature(s) of the applicant(s), introducer’s information, name of the branch of the bank in where the account is being opened etc. Then, KYC form has to be filled up. The KYC form has been introduced by the Bangladesh Bank to prevent money laundering. KYC form helps assess the customer. Clear instructions with regard to operations are found in KYC form. If the transaction of a customer is questionable or not matched with the KYC form than the branch will report it to Bangladesh Bank.

2. Signature of the prospective account holder and specimen have to be attested by the introducer. Moreover, their two copies of passport size photographs have to be attested by the introducer. 

3. The prospective account holder has to be introduced by one of the following individuals : 

i. An already existing account holder of the bank. 
ii. Personnel of the bank, not below the rank of Assistant Officer. 
iii. A respectable individual of the locality who is also well known to an authorized officer or the manager of the bank.

4. The authorized officers of the bank investigate the information and the other documents received from the prospective account holder. After the verification of the document, the authority will allocate a new number for the new account.

5. The account holder then has to deposit an amount of money filling up a deposit slip. The initial deposit amount in case of opening a current account is Tk. 1000.00 and in case of a savings account is Tk. 500.00 in ABL.

6. A checkbook and a pay-in-slip book are given to the new account holder after depositing the initial cash.

7. When all these requirements are processed the account is considered to be opened.

At ABL all accounts are maintained by a computer operating system. After the initial deposit, it is recorded in the computer system with a new account number allocated to the account holder. 

Closing of an Account 
Agrani Bank Limited closes an account of a customer in case of any request of that customer.  After getting an application from a customer for closing his/her account, a certain procedure is followed by the bank authority. Then the bank authority decrees the customer to draw a final cheque for the remaining amount standing to his/her account. A partial charge is taken for closing account and other related incidents. The amount charged is debited against the closing account. After that, an authorized officer of the bank destroys unused checkbook. In case of the joint account, the application for closing the account must be signed by all joint account holders.

ABL can also close an account of its customer or stop the operation against the account under the following circumstances: 
· Death, insanity or insolvency of the customer
· If the customer is desired to close the account
· If the account is inoperative for a long time
· A garnishee order is issued against the account by the court.
· Specific charge for fraud forgery.  

Account Closing Procedure
The customer has to provide a written application to the bank for closing his/her existing account. After submitting the application, the customer has to draw a final cheque to withdraw full amount from the account. The checkbook is to be returned to the bank. A predetermined bank charge will be deducted. ABL takes all the charges by debiting the account and the remaining balance is then paid to the account holder. Necessary postings are kept in the A/c closing register as well as in the computer.



[bookmark: _Toc516141246]3.2.2 Cash Section
Cash section of general banking department is considered as the most sensitive and pivotal section of a bank as this section deals with all most all kind of cash transactions within the bank. This section demonstrates the liquidity strength of a bank. This department starts the day with cash in the vault. In every day some cash is taken to the cash officers from the cash vault and it is called opening cash balance. This is one of the most functional areas of a bank. Many cash transactions including cash receipts and cash payment take place a day. To different types of parties. After the end of the cash transaction hold within a working day, the net figure of the cash receipts and payments are added to the opening cash balance and then the final figure is called the closing balance. This closing balance is then added to the vault account. Therewithal, the closing balance is the final figure for the cash balance of the bank at the end of any particular day. 
At ABL, Ramna Corp. Branche, the cash section is well secured which has an online computer system to maintain operations and an electronic cash counting machine. The main task of the cash section can be categorized in the following function:
A. Cash payment
B. Cash receipt 

A. Cash Payment
Cheque, demand drafts, pay order, pay slip, debit cash vouchers etc. are received in Agrani Bank Ltd. for payment of cash to the bearer of those instruments. All these functions occurred in terms of payment of cash is against a cheque. When the customer or payee wants to withdraw money, he/she places the cheque for withdrawing cash from the cash counter. It is the responsibility of the bank authority to make sure that the cheque or the instrument of periodic payment of cash has been genuinely passed. When everything is right, the cash amount is to be debited to the depositor’s account upon which the cheque has been drawn. If there is any doubt about the signature appeared on the specimen signature card, it will be verified by branch authority. At that situation bearer of the instrument signs on the back side of the cheque and then cash personnel makes the payment. The authorized officers have to maintain cash payment register which includes, cheque number, account number, authorized signature, payment amount and payment date. Before honoring a cheque, the following common precautions are thoroughly practiced:

· Branch name mentioned in the cheque.
· The date of the cheque given by the account holder after the date is given.
· Cash in figure and word both have to be the same. 
· Whether balance is available in the account. 
· Signature given on the cheque has to be matched with the specimen signature. 
· Signature of the recipient is obtained on the reverse of the cheque.

The process of Cash Payment
Cash payment is made to customers against a valid cheque. The customer has to place the cheque on the counter to get the cash payment. Payment procedures are given below:

Step-1: The instrument, such as cheque leaf, is checked to see whether it is worded in the right way. Branch seal, date, the total amount of cash to be withdrawn (in figure and word) and signature of the withdrawer are the checking point in the cheque leaf. It is also checked whether the “bearer” word is crossed away or the cheque is in the name of any establishment. From cheque holder, a receiver signature is also taken on the back of the cheque and the denominations of notes are also written there.
Step-2: After checking and confirmation the take instrument, it is sent to bank authority and he will inspect the instrument carefully and verify the signature of the party with SS card.
Step-3: The transaction is posted on the computer to the debit a/c.
Step-4: Cash payment officer takes the cheque.
Step-5: If fund available, the bank authority will cancel the cheque and a seal of pay-cash is attached on the cheque, and then an entry against the payment is taken in the cash payment register.
Step-6: Entry is posted in the debit drawer account and notes the transaction number on the top of the cheque.
Step-7: After that, the denomination of currency is written on the back side of the instrument and then the cash officer will pay cash to party. Along with the payment a “CASH-PAID”,' seal is affixed by the officer 
Step-8: Finally, the instrument is sent to the account section.


When Check Dishonored by Bank
The bank always tries to honor the check of the account holder. But sometimes for some reasons the check of that account is dishonored and the reasons are as follows:

· When the bank finds any error in the amount mentioned in the check.
· When the check payment is not completed and it is split.
· When the check is not valid, like, the cheque is outdated or the check is unauthorized or both.
· When the customer signature does not match with the signature kept in register-book.
· In case of ending up banking hour or the issuing date of the check exceeds 6 months, the bank may dishonor the check.

Sources of Cash Payment
· Interest on different account holders 
· Interest on PSS and FDR 
· Internal disbursement (Office rent, T&T bills, WASA bill for office etc.) 
· Payment against valid cheque 
· Payment on TD for PO, TT, DD. 
· Payment against purchasing prize bond. 
B. Cash Receipt 
In this section, all the deposits are kept in a ledger book. When a customer wants to deposit an amount of money, he/she deposits it by pay slip in the cash counter. This section scans the slip to check that whether this slip is rightly placed or not. During the execution of the function of the cash receipt, the officer does the following things:
•    Whether all the writing on payslip has been right.
•    Taka in word and figure both have to be same
Cash Receipt Procedure
Step-1: First, it is inspected that whether the deposit slip is properly filled up with all requires needed.
Step-2: The authority receives the cash from the depositor, counts the amount and matches the amount mentioned in the deposit slip and also notes down the value of notes at the back of the slip.
Step-3: The cash receiver also notes down the amount in figure and words in the front side of the slip.
Step-4: A signature of cash receiving authority and “Cash Received” stamp is attached in the front side of the slip.
Step-5: The transaction is recorded in the record book, posted it on the computer as well as a scroll number is noted down in the slip.
Step-6: System-wise, the deposit slip is credited and placed in the related account.
Step-7: A counter folio is given to the depositor as a receipt document. The system adjusts the cash by getting one combined cash-debit-voucher posting.
Sources of Cash Receive 
· Deposits from different accountholders 
· Collection against PO; TT; DD 
· Money accepts for share application. 
· Deposits of PSS holders. 
· Deposits of FDR holders. 
·  Sales of prize bond 
· Bills for DESA and WASA bills 
Books Maintained by Cash Department
Book at cash department means register. Bank maintains some register. Registers that are used in cash section:
· Payment Register. 
· Receipt Register. 
· Vault Register. 
· Rough Vault Register. 
· Balance Statement Register. 
· DESA Bill Register. 
· WASA Bill Register etc. 

In the vault register amount of cash available is maintained. Records of all incoming cash are kept in cash receive register and cash Payment register keeps the record of all outgoing cash. Then finally the record of balance available of notes and coins is kept in cash position register.

Cash and Computer Section
Cash department is the center area for any branch of the bank. The primary mandate of the cash section is getting money from various sorts of sources and paying money to various sorts of gatherings. In this sensitive area computer system plays a vital role. Any receives and payments through cheque or any other instrument are posted in the computer at first, then they are sent to cash department. Online receipts and payments are also posted in computer & the related vouchers are posted in the computer. Some functions of the computer section are:
·  To post all cash receipt and cash payment.
·  To Record the information of the new account holder.
·  To update the information of the present account holder in case of any changes.
·  To verify the signature of the client with an SS card.
·  To deliver the statement of account.
Among the public commercial banks in Bangladesh, the computer system of Agrani bank Ltd is more developed than the others have. Moreover, the bank is trying its best to develop the section by computerizing the function of it.
[bookmark: _Toc516141247]3.2.3 Remittance& Bills Collection Department
When a bank sends or transmits money from one branch to another branch of a bank or from one bank to another bank within a country or outside the national boundary, it is known as remittance. Carrying cash money in hand could be troublesome and risky. This facility is extended to the customers to help them avoid any risk arising out of theft, loss etc. probable occurrences in money transmission. Through this banking service, people can transfer their money from one place to another place safely as well as quickly. It is one of earning-source of a bank. In this rendering service, the bank takes a percentage of money as a charge against this service. Considering the urgency and nature of transaction the remittance service may be categorized as under:

A. Local Remittance
B. Foreign Remittance.
A. Local Remittance
ABL has its branches spread throughout the country. The bank can provide the remittance service in the best way from one place to another through these branches. When the bank serves this service within the country, it is called local remittance. This service is available to both account holder as well as non-account holder of the bank. It is also called the settlement store. Considering the nature of exchange, the forms of settlement or instruments of local remittance might be ordered as under:
i. Pay Order
ii. Telegraphic Transfer (TT)
iii. Demand Draft (DD)
i. Pay Order
Pay Order is a banking instrument issued by a bank on its branch with a view to undertaking to pay a certain amount of money to the beneficiary on behalf of the client. It is also known as managerial cheque which is more secure and reliable than regular cheques. This is issued only for local payment and within the clearing area.
Pay Order Issue Process:
· To issue a pay order the client has to submit a filled up prescribed application form to the remittance department along with signed up by the applicant.
· Applicant has to pay in cash or through cheque
· The bank issue a pay order duly crossed A/C payee and signed by two authorized individuals.
Register which is used: a) Pay Order Register 
                                        b) Balance Book - Balancing on daily/weekly & on monthly.

Payment of Pay Orders:
The pay order not transferable and absolutely not negotiable as it is crossed A/c payee. This instrument is required to be submitted in the issuing branch for the payment through the clearinghouse or directly to the payee's A/c. After presenting the pay order in the remittance department the concerned authority mentions the date of payment in the Pay Order Issue Register. This instrument is treated itself as a debit voucher. 

Procedure for cancellation of pay order
If the client of the pay order gives wrong details while transferring money and wants to cancel the already filed payment order, the client is required to submit an application to cancel the order. If the client wants to cancel his pay order before submission then he or she has to submit an application form to get back the deposited amount and he must pay a cancellation charge. Even, if the remitter has already received the money according to the remitter’s payment order, the order can be canceled only with the remitter’s consent. Administration of canceling a filed payment order is subject to defined charges. These charges are applied also when the remitter has already received the money regardless of whether he or she agrees to repay the funds.

ii. Telegraphic Transfer(TT)
Telegraphic transfer is another fast as well as a safe way of transferring money from one to another destiny. This function is done by telephone message. It is an order from the issuing branch to another branch for the payment of a certain sum of money to the beneficiary. The payment instruction is sent by Telex/Telegram and the payment is paid to the beneficiary through his account maintained in the instruction.

Procedure for sending TT
When a client wants to transfer money from through TT from one branch to another branch the following ways the customer have to follow:
1. At first collecting TT form from remittance Department.
2. Depositing money in the cash department, which he has mentioned in the form
3. Then the client collects cost memo from remittance division, which carries an evidence in favor of the client. The authorized officer put test code and registers it in the TT register then the authorized officer send a message to the branch from where the beneficiary will collect the money by telephone or telex. This message contains the client account number, test number, amount etc. 

TT Receiving
When the authorized officer receives any TT message where account number, test number, TT no, favoring name are mentioned properly, the officer issues a debit and credit voucher. A separate type of TT confirmatory advice is sent to receiver branch on the same day. Subject to the receiving of the TT confirmation copy from the issuing branch, the particulars of TT will be verified with the reference of the particulars recorded in the T.T. payable register beforehand. In case of payment of TT, the beneficiary does not maintain an account with the receiver branch, a payment order is issued in favor of the payee.

iii. Demand Draft (DD) 
Demand draft is a banking instrument which contains an order for payment of a certain amount of money to the payee or the beneficiary from one branch upon another. Here, the branch does the order, known as issuing branch and the order receiver is known as drawer branch.

The process of Issuing a Demand Draft
A Demand Draft is issued through the following procedure:  
1. The applicant presents the application form properly filled up and signed by him/ her. 
2. Completing the lower part of the application form which is for the bank's use. 
3. Calculate the total amount of cash payable deducting the bank's commission.
4. If the cheque is applied for the payment against the demand draft, the competent authority will get the cheque duly passed for payment and records the particulars of the D.D. on that cheque.
5. If the purchaser desires his account in the branch to be debited for the amount mentioned in D.D. the authority will keep the A/C holder’s signature on the signature card to keep a record for the branch. 
6. If the cash deposit is required, the client will request the purchaser to deposit money in that account.
7. After processing all requirements, the cash department will verify the application form. Then the verified application form is sent to the remittance department and the remittance department will issue the DD in favor of the client. Then after, the issuing branch transmits credit advice to the drawer branch to make the payment.

Cancellation of Demand Draft
It’s viable that only the purchaser can request to the issuing branch to cancel a demand draft. The drawer branch can accept the cancellation instructions only from the issuing branch but the drawer branch is not allowed to cancel any DD. A relative entry is reversed on the receipt when a draft is canceled by the issuing branch. At the request of the purchaser, issuing branch can order the drawer branch for cancellation of DD. Here principal branch works as the issuing branch and the drawer branch acts as the responding branch.

Stop Payment of Demand Draft
Since refusing the payment of a draft goes against its own commitment, the payment against draft cannot be stopped by the bank. However, in special circumstances, stop payment instructions can only be issued only by the issuing branch. Moreover, stop payment is granted at the request of the purchaser or payee in case of a lost or stolen of the draft only. In such cases, extreme caution is exercised by both, the issuing and the drawee branch.

B. Foreign Remittance
Foreign remittance is medium by which the customers can send money via a bank from one country to another. Though Ramna Corpo. Branch, ABL. is a non-ad branch, it is able to serve the customers by the foreign remittance facility in the form of local currency. Foreign remittance is received by the bank via some internationally authorized agents. Bangladeshis, who are in abroad send their earned foreign currencies through those banks and exchange houses. Agrani Bank Ltd. has a correspondent banking relationship with all major banks and exchange houses located in almost all the countries. There are two mediums of agent for foreign remittance at Ramna Corpo. Branch, ABL Money Gram, and Western Union. To receive the remittent money, the clients have to fill up a prescribed form in case of Western Union.

[bookmark: _Toc516141248]3.2.4 Clearing Department
As people are using the banking facility more, in a day, a bank receives thousands of instruments like checks, drafts etc. It would be more difficult and inconvenient if the officials of a bank daily visit those banks in order to collect those instruments. So, the convenient way is to select a common place like a clearing section of a bank where all the officials of every bank can claim on the checks, drafts. In this clearing section of General Banking, the bank checks the deposit instruments that are made in a whole day and sent these to central clearing section where they can clear out inter-banking liabilities as the deposits are transferred from one account to another account. All of the banks have a clearing account with the central bank (Bangladesh Bank) and using this account they clear the claimed payment. After that, the Bangladesh Bank clearing sections make the whole payment and it is made from the relative central clearing account.

Clearing and Clearing House
Clearing is a function by which a bank collects customers’ fund from another bank through the clearing house. The clearinghouse is seen as an autonomous center. It has its own rules and regulations in the admission of members and sub-members for conducting the clearing functions. Clearing is a mechanism through which, for fund collection, the scheduled banks can exchange local cheques and other banking instruments drawn on each other and receiver from their customers. Under this banking function, reciprocal claims of one bank upon others are reconciled. The net balance or the difference between receipts and payments are adjusted by drawing the account balance from the debtor bank.
Clearing House is an institution or specific areas where scheduled banks settle their clearing issues. ABL is a scheduled bank. The members of the clearinghouse are called as scheduled banks. One scheduled bank can clear cheque or other instrument drawn upon another scheduled bank through the clearinghouse. The entire scheduled banks representative meets at a specific time in the specific area of the central bank. In Bangladesh, Bangladesh Bank, the central bank of the country, performs as the clearinghouse in Dhaka city, Chittagong city, Rajshahi city, Khulna city, and Bogra city. Where there are no branches of the central bank, Sonali Bank arranges this function. There are two types of clearing:
· Inward Clearing: When the bank receives cheques or other instruments from customers drawn on them from other scheduled banks, the “inward clearing cheque” is made for the bank upon which the checks are drawn. 
· Outward Clearing: And in the same situation the “outward clearing cheque” is made for the bank where the instruments are deposited.

The function of the Clearing Department
Some general functions of clearing department are:
· Receiving cheques for collection.
· Crossing the cheque.
· Posting the cheque on the computer.
· Clearing seal and proper endorsement of the cheque.
· Separating the cheque from the deposit slip.
· Sorting of cheque bank wise as well as their branch.
· Preparing the clearinghouse validation sheet.
· Passing an outward instrument to the clearinghouse.
· Passing inward instrument to the respective department.
· Returning instrument in case of dishonor.

Receiving Cheque for Collection
In the bank, the cheques are received from customers for collection the fund from other banks. At the time of receiving the cheque, the following requires are kept in mind:

· Whether the name of the account holder is the same in both the deposit slip and the cheque.
· The cash amount mentioned in the deposit slip and the cheque must be the same in figure and in words.
· Signature for confirmation of the date, amount in word and in the figure, cutting and mutilation of cheque and cheque must be crossed.
· Account number in the deposit slip and in the cheque must be clear.
· Depositor’s signature on the deposit slip and on the cheque must be signed.
After receiving the cheques, the crossing seal and the endorsement seal is given before send it for the clearing. After collection of the cheque, the official records it in the computer and differentiates it according to same day or category wise.

Endorsement
The endorsement is made by signing the drawer’s signature on the back of the negotiable instrument. It indicates a promise from the drawer upon making the payment to its customer.

Dishonored Cheque
Returning of the cheques sent for clearing, in the 2nd house means the cheques have been dishonored for one or several of the following reasons:
· Insufficient fund in the account
· The dissimilarity among the amount written in the figure and in words. 
· Expired cheques or out of date.
· Payment is stopped by the drawer
· Payees’ endorsement irregular, unreadable
· Drawer’s signature is not matched.
· Crossed cheque to be presented through a bank.
The dishonored cheque is posted in the return register book and the bank sends a notice to the party. Party’s signature is required in the return register to hand over the dishonored cheque to the bearer with return memo.  
[bookmark: _Toc516141249]3.2.5 Accounts Department
Accounts department is so important that it is called the nerve center of a bank. In the banking business, a lot of transactions are done every day. Since the bank deals with depositors’ money the transactions are to be recorded systematically and properly. Any mistake in the recording of the transactions will lead to a big casualty. To avoid any kind of casualty, a bank provides account department whose function is checking any wrong entries, mistakes in passing vouchers, fraud or forgery etc. Under the computerized operation, recording all monetary exchange of the branch and assuring precision is the main function of this department. In case of any incongruity regarding any transaction, this department reports to the concerned authority. Besides this, the department prepares some internal and some statutory statements, which are to be submitted to the central bank and the head office of the bank. Other activities of this department are:

Daily Task: 
The routine daily tasks of the accounts department are as follows: 
· To record the transactions in the cash book.
· To post the transactions in the book of general and subsidiary ledger.
· To prepare the daily position of balance compared with the deposit and the withdraw within the branch.
· To prepare the daily statements of affairs showing all assets and liabilities of the branch as general and subsidiary ledger respectively. 
· To record the vouchers in the book of voucher register.
· To arrange the correct vouchers according to the debit and credit voucher.
· To make payment of all the expenses occurred in the branch.
· Keeping a record of fund transferred from the branch and providing accounting treatment against the transference.
· To check whether all voucher is passed with accuracy comparing with the activity report.

Periodic Task
These tasks occur after a certain period of time and the tasks are:
· To prepare the monthly salary statement for the bank personnel.
· Picking up the basic data of the branch.
· To prepare the budget for the branch by setting up the target regarding deposits and profit of the branch. 
· To prepare weekly and monthly position of the branch which is transmitted to the main branch for maintaining respectively cash reverse requirement and statutory liquidity requirement. 
· To prepare weekly position of the branch comparing with the backup of branch-wise credit, deposit etc.
· To prepare weekly position of the branch comparing with the cash statement denomination wise.
· To prepare an extract which is a summary of all the transaction of the branch accounts compared with the Hade office accounts to reconcile all transaction held in all the branches.
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[bookmark: _GoBack]The internship is very significant for anyone because one can gather realistic information at this time. On April 8, 2018, I got assigned by The Agrani Bank, HR personnel as an intern position in the Ramna Corpo, Branch. A scheduled internship program was given to me along with the job responsibilities. Basically, I worked in the General Banking department of this branch and that is why I have gathered knowledge more about that particular segment. I found a responsive working atmosphere in which I felt like I was one of them. Each of my colleagues assisted me very much to understand the assignment easily. The tasks assigned to me by the authority are discussed below.

[bookmark: _Toc516141252]4.1 Job Description
I occupied myself with various types of works throughout the time of my internship period which is given below.
· Opening accounts
· Preparing pay orders
· Issuing checkbooks
· Providing client statements
· Changing Account information
· Checking cheques whether its fraud or real

During this period of the internship program, I primarily worked in General Banking section. Still, this short period of time, I did my best to engage myself in various sections such as in the cash division and investment sector.

[bookmark: _Toc516141253]4.2 Assigned Tasks Analysing
A bank has various types of statements used for various purpose. Some of the documents are analyzed by me which are given below:


Posting of the Accounts
All the accounts are posted on the computer at the end of a period to keep the record for a long time. Firstly, I put the account number and then the client’s personal information such as name, father’s name, mother’s name, address, phone number etc. Secondly, nominee’s information like name, address, age, relation with the client, and share of the percentage is also put. Then the amount of money as well as if it is a savings or current account, the introducer’s information is also necessary. Finally, sector code of the account holder, i.e. service holder, businessman, student or housewife, etc. is also posted.

Statements of Associations
All the particulars of a bank such as deposits, total advances, demand deposits, time deposits, profit or loss, liabilities of the bank, assets of the bank, etc. are included in this statement. List and numbers of account holders in different schemes are also included in these statements. Besides these, the total amount of deposit in the bank in different deposit schemes is also mentioned in this statement.

Issuing Pay Order Slip
A destined form for pay order must be filled up at first. Some related information, issuer name, the name of the client and the sum of money are recorded into the form. Then the commission and vat according to the sum of money are mentioned. After receiving cash in the cash counter the pay order slip is prepared where in the front of the page, “NOT OVER ……. TK ONLY” is written in block letter.

The Issue of the Checkbook
Many steps are followed while issuing a checkbook. After the verification of the client’s signature, the checkbook is given. In the requisition slip and cheque register, the checkbook serial number is written down. After completion of all required steps, the client’s signature is kept on the cheque register.

Clean Cash Report
The cash clean report lists all day to day transactions along with their corresponding cash amount and number of debit and credit vouchers. It also includes a list of current accounts, general accounts, investment items, savings accounts, FDR, expenses and other vouchers. Mainly, the summation of the calculation of debit and credit vouchers is recorded in the clean cash report.

Clearing House Register
Clearing House Register is one of the vital section within the general banking department. Cheques, received within the branch are recorded in this book. Client’s name and account number, cash amount, cheque number, the name of the bank, clearing date are the basic requires which are kept as a record in this register book.

Statements of General Banking Division
These statements are generally made on the daily, weekly and monthly basis. These statements include a statement of affairs, income tax on profit, daily posting statement, VAT on banking services, VAT on LC, etc.

[bookmark: _Toc516141254]4.3 Learning point
Different things that I have learned throughout my internship program are given below:

Organizational Knowledge: In every level of my internship program I have learned so many things about real life organizational practice. I have gathered knowledge about the background of the organization, vision, mission, strategy, commitments and management Level of Agrani Bank Ltd. 

Rules & Regulations: I have got experienced with different rules & regulations of banking activities and their application within the bank. I have learned practically about many banking procedures, facts such as account opening, closing, paycheck issue, pay order issue, transferring letter of credit etc.

Punctuality in Corporate Life:  This program has taught me punctuality in a corporate way. I used to start my work in the bank at 10.00 am and end working at 6.00 pm. I used to do the task in different desks from starting the office to the ending of the office.

Dealing with Clients: I faced many situations and learned how to deal with different types of customers. I have learned how to handle as well as how to communicate with the customer in different situations.

The function of Different Department: Though most of my internship period, I was engaged in the general banking section, I have gathered knowledge about the functions of different departments of the branch.

Information Collection: I have learned the way how to collect, gather, synchronize information in the processing of making this report. I had to gather so many information from different sources such as employees, manager, branch operator, their web-page, others internet site etc. 

Practical Use of Knowledge: What I have gathered all about the theoretical knowledge in the university, I could apply them in my internship program. This internship program has made me understand the differences between the theoretical knowledge and the real corporate life experiences. 

All in all, it was a quality time when I was doing my internship in the Agrani Bank Ltd, Ramna Corpo. Branch. It is very true that my educational knowledge helped me a lot in this practical period.  I achieved beneficent knowledge from this practical experience which I think, will add a great value to my future career. 
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[bookmark: _Toc516141257]5.1 SWOT Analysis of ABL
SWOT means strength, weakness, opportunity, and threat. The detailed study of an organization’s coverage and perspective in the perception of its potency, flaws, chances, and risks is called SWOT analysis. It is needed to make the current way of performance and also predict the outlook to develop their performance compared to opponents. The organization can learn about their current situation in the market with the help of this tool. It also plays an important role in making adjustments in the planned administration of the organization. Agrani Bank Ltd. has some strengths, weaknesses, opportunities, and threats as it is also a financial organization. In order to identify these very strengths, weaknesses, opportunities, and threats a tool is used by me which is regarded as a SWOT analysis.

[bookmark: _Toc516141258]5.1.1 Strengths
State Owned Bank: This is why they are the most trustworthy bank to all the customers. They always feel safe to come to this bank and do safe transactions. 

Unlimited Trustiness about ABL to Rural People: Not only rural people but also urban people find this bank dependable. They believe that this bank will never be involved in fraudulent.

High Commitments for Customers: They are committed to serving the customers. They started keeping tracks of the loan payments done to the bank by the customers. They call them and give them an alarm to pay the money. This is helpful to the customers.

Qualified and Experienced Personnel: The recruitments they do which are actually done by the Bangladesh Bank, the examination process is very standard and no unfair means and lobbying in this are tolerated. 


[bookmark: _Toc516141259]5.1.2 Weakness
The absence of Service Providing Mentality: As the employee thinks their jobs are secured, some of them have the mentality not to work properly. They just come to the office to be present and get their salary.
The absence of IT Applications: In my office, there was only one person responsible and designated for this post, but it was a huge branch, lots of forms and transactions needed to be filled but due to lack of manpower the whole process was hindering. Many of the works are still done manually. As an example, the forms of house building loans are not filled in online which is a huge work and very lengthy process.
Somewhat Manual Based: As I have already discussed but not only the house building loans other things like the opening of account should be done online. 

Lack of Motivation of Workers: lack of challenge in the workplace is demotivating them. Setting proper targets like providing a loan amount of 10 lakh taka in this year, which may give them the motivation to work or fulfill their target. 

Dependence on Head Office: All the branches are depended on the head office. To provide a huge amount of loans they first discuss it with the head office.

[bookmark: _Toc516141260]5.1.3 Opportunities
High Demand for Credit: As they are trustworthy, people are bound to come to them. They open different types of accounts and take deposits of customers. They recently started farmers account in their general banking section which is not available in all branches.

High Demand for Small Enterprise Financing: There is a huge number of entrepreneurs in our country. The numbers are increasing day by day. They can provide special service to those who are interested to grab the new generation businessmen. 

High Demand of Remittance Facility: People demands of remittance facilities are increasing, the bank should offer them some lucrative facility to lure them away from others banks.
High Demand for Investment by Depositing: The percentage of interest in fixed depositions is decreasing as the Bangladesh bank is instructing them to do so. But still, there are high demands for this type of deposits investment which is a big opportunity for them. 
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Interfere with CBA and Officers’ Somiti: The officers involved in politics which brought disaster to the Bank sometimes. Some officers get a promotion before then their seniors due to the influence of this type of Somiti which hampers the working environment and activities. 

Some Commercial and Foreign Banks: Commercial banks are advertising themselves in a different way which helps them to get more customers than those who are not adverting.

Some Rules and Regulations of Bangladesh Bank: Bangladesh banks constantly visit all the branches of all the banks. If they find any irregularities they fine that articular bank up to 10 lack taka.

The present of Similar Types of Retail Banking Product: All the banks offer a similar type of product and facilities. Therefore introduction something new will give them an advantage. They can introduce something like Bkash, mobile banking which will ease their threat.

[bookmark: _Toc516141262]5.2 Findings of Problem
ABL is one of the potential banks in the banking sector in Bangladesh. It was a diverse experience working at Agrani Bank Ltd, Ramna Corpo. Branch. The employees of the bank were very cooperative with me. Though, it was not easy task observing all functions during the very short period of my practical orientation program, from my observations, some deficiency related to functions are identified and they are presented below:



Deficiency of Machinery: Ramna Corpo. Branch is considered to be well equipped with advanced and available machinery. But, there are shortages of photocopy, printing and scanner machine and because of this insufficiency, most of the time employees’ activities are hampered to maintain coordination as well as it hampers its time value. 
Unsatisfactory Software Performance: “Temenos” software is used in Agrani Bank Ltd. for performing their banking activities. The software often gets hanged because of a slower upgrade and it takes excessive time to run back the software.

Lack of Dynamic and Rapid Customer Service: Now a day, people are very busy and want fastest and attractive services in short time. Moreover, they choose the bank which provides more facilities and attractive offer. Since a number of new banks are coming into existence by attracting customer service pattern, ABL must update its customer service manner. But in this competitive situation, ABL is following the traditional manner rather than attractive and innovative customer service.

Default in Decoration and Congested Office Area: Decoration of the ABL has become outdated and shabby. As a result, customers are not being attracted to this branch. During the busy hour, most of the time customers rarely get a seat which hampers the office environment, as well as it is a drawback of their customer service. Even, Customers feel uncomfortable in their waiting because of its congested office area. 

Default in Effective Promotion Activities: Agrani Bank Ltd. is following the very poor strategy in their promotional activities but new banks are exercising updated strategy in promoting about their bank’s new services. Therefore, most customers are unknown about ABL’s new service activities.

Lack of Computer Proficiency: To run regular activities most of the organizations including banks are depending on the computer. For conducting the computer-based activities properly employees must have knowhow knowledge on computer. But very few employees have that kind of competency on the computer.  
 

Lack of Proper Division of Personnel: Lack of proper division of employee is one of the big problems in the branch which declines the level of performance of the employees. Without proper division of employee maintaining discipline in the working environment is not possible. As a result, customers have to wait for some time for the desired service, which is contrary to the premium banking objective.

Lack of Proper Compilations & Maintenance of Files: Since, Agrani Bank Ltd. provides personalized services the personnel have to be concentrated on serving customers properly. Not being fully updated technologically, they often misarrange the files. During the busy hour, most of the files and papers are kept here and there. 

Employees’ Dissatisfaction: The employees are getting dissatisfied because of late promotion and a longer probationary period. Another reason behind proper promotion and recognition of employees is bureaucracy practice. Moreover, most of the time over duties under huge working pressure makes employees monotonous as well as frustrates their personal life.

Confusion on Double Standard Banking: Besides the others banking services, Agrani Bank Ltd. has introduced Islamic banking service in recent. By this double standard banking system customers often get confused. As a result, the customers are depriving of getting the proper service.

[bookmark: _Toc516141263]5.3 Recommendations
Few suggestions are given according to my observation and perception for overcoming the deficiencies of Agrani Bank Ltd.:
 
Banking Activities Ought to be Performed Utilizing IT: Using current innovative technology in maintaining the banking activities is needed to get a high level of performance from the employees as well as to satisfy Customers' requires. 

Omitting the Manual Based Operation: Since new technology-based service is faster than the old system, the automated operation is obligatory rather following the traditional banking methodology. 

Branches with Well Decoration: It is noticed that advanced private banks are more outfitted than state-owned banks. But, nowadays, a well-decorated office is required to take attention from the newer customer.  

Competency in Computer Operation: As the bank now mostly depends on computer therefore to increase the computer skills of employees, the bank should provide training. Though they have knowledge about the computer it is not enough. So bank should provide training to their employees to make them efficient in the computer. 

Advancement of Online Banking: Several problems found within the online service are depriving ABL of getting a positive attention from its customers. Thus, the ABL IT division must take steps to find out the problem area and to solve out the problem. Otherwise, the customers using online banking service will not be satisfied.
Well Communicate with Customer: Management should maintain a good communication with their customer which makes a positive image of the bank to the customer. ABL. should keep consistency in communication with the customers. 
Introducing New Products: Innovative products should be introduced to make service easier for the customer as well as to get a competitive advantage within the industry. 
Renovation of Customer Service: Agrani Bank needs to make its service faster and easier for their customers through setting up current technology. Moreover, new facilities and offer will attract more customers.
Adequate Training Arrangement: Frequent training facilities, especially for computer or IT sector, and variety of skill development programs have to be arranged.
Establishing New Motivational Factors: Motivational efforts need to be taken among representatives through reward, the honor of even thanks letter by the top administration. Motivational factors have to be set personnel’s hierarchical position.



[bookmark: _Toc516141264]5.4 Conclusion
For being a state-owned bank, Agrani Bank Ltd. has gained a wide range of trust of its customer which leads it to exponential prospects. Apart from basic banking facilities, ABL provides different SME programs such as Nari Agrani, LDP, EGPRP, SMESTCP etc. which have a very positive impact on our country economy as well as its people. Newly, ABL launched “Web-Based Online Cheque TT Issue and Payment Software” and it is expected that this will solve the time-consuming TT issue and payment procedure as well as make the Bill payment system more efficient. 
This internship report mainly based on General Banking observed and learned by me within a very short period of three months. This practical orientation program was an opportunity to compare practical banking with theoretical knowledge which involves identification of weaknesses in the activities of the branch and to make recommendations to solve the problems. Here I focused on the overview of ABL especially of “Ramna Corporate Branch”, its’ strategies, services and many other things. Based on my learning and observation, I have found out its strengths and weaknesses and recommended on its’ basis. As it was a very limited period, it was impossible to go in-depth of each activity. However, this was a challenging yet enjoyable experience and this will surely help me to learn more about bank activities. 
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1. a relevant application form  has to be fills up by the applicant in the prescribed manner.


2. The applicant is required to fill up the specimen signature card


5.The deposit must be made in cash. Cheque or draft is not acceptable to the Bank.


3.  Applicant introduction is required by an existing account holder


4. The authorized officers enquire the introduction and investigate  the documents submitted.


6. After depositing cash one cheque book and pay- in-slip book is given.


7. ACCOUNT IS OPENED.
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